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ABSTRACT
This study recommends courses for an office manage
ment curriculum.

In order to recommend these courses it

was necessary to clarify the duties or responsibilities of
the office manager.

To secure this information an analysis

was made of the duties of fifteen selected managers in the
National Office Management Association.

From this list of

duties thirty items were selected that were found to be
common in all types of management positions included in the
analysis.

These thirty items along with certain other items

which pertained to the educational and occupational back
ground of the managers were developed into a questionnaire
which would provide information about the background and
the duties of office managers.

Copies of this questionnaire

were taken to the chapter meetings of the National Office
Management Association in the Louisiana cities of Shreve
port, New Orleans, Lake Charles, and Baton Rouge.

The

questionnaires were mailed to the Dallas chapter.

One hund

red forty-five, or 72 per cent of the recipients, returned
the questionnaires.
Results showed that accounting is a highly important
function of office managers.
recommended:

The following courses were

accounting principles, six semester hours;

income tax reporting, three semester hours; integrated data
vii

processing, three semester hours; payroll accounting, two
semester hours; cost accounting, three semester hours;
and budgeting, three semester hours.
The managers’ responsibilities related to correspond
ence are very great.

Seventy-nine per cent of the managers

indicated that business letter writing was an important part
of their duties.

It was recommended that a three-semester-

hour course in business letter writing,

complemented by a

three-semester-hour course in report writing, be included
in the curriculum.
Over 50 per cent of the managers reported that com
petence in the operation of the adding machine, the calcu
lating machine and the typewriter was important.

At least

a one semester course in typewriting and a one semester
course in business machines was suggested.
Two courses in economics appeared to be highly
necessary in a management curriculum.

Eighty-three per cent

of the managers appraised a knowledge of how to handle
employee grievances as ’’highly important,"

An understanding

of state and federal legislation pertaining to the regula
tion of business was rated by 37 per cent of the managers
as "highly important."

a course in each of these subjects

was recommended.
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In the field of management two courses were recom
mended:

personnel management and office management.

A

course in time and motion study was also suggested.
Seventy-eight per cent of the managers reported a
knowledge of policy formulation was important in their
position.

A three-semester-hour course in this subject

was recommended.
A college degree was a significant factor in the
selection of personnel for managerial positions.

Sixty-

six per cent of the managers included in this study had
four or more years of collegiate training.
Three areas of specialization appeared to be im
portant in the educational background of managers.

Forty-

seven per cent of the college graduates had majored in
accounting; 24 per cent in management; and 17 per cent
in general business.

Only 12 per cent had majored in some

area other than business training.
Accounting, general clerical, and bookkeeping occupa
tions seemed to be the occupations that proved the most
valuable experience for potential office managers.
In general, there was little difference between the
responsibilities of managerial personnel in the manufact
uring, sales, and service enterprises.

ix

CHAPTER I
INTRODUCTION
THE NATURE OF OFFICE MANAGEMENT
Office Management, as a function, is that
branch of the art and science of management which
is concerned with the efficient performance of
office work, whenever and wherever that work is to
be done.
It is concerned primarily with the records
of an enterprise— making records, using records, and
preserving them for future reference.
These records
may be the history of the transactions of an enter
prise, represented by the accounts, by correspondence,
by contracts, by orders, by inventories, by plans
and schedules, by reports, and by written and printed
memorandum of all kinds.
A comprehensive definition of Office Management is
not possible in a single, brief statement.

However, for the

purposes of this study, the above definition by Leffingwell
and Robinson is sufficiently inclusive to give a broad under
standing of Office Management.
Purpose of the Study
Professors of Management are divided in their opinions
as to whether a management curriculum should he largely
theoretical or practical.

There are those business educators

who believe that the prime purpose of a curriculum for. poten
tial office managers is to provide a background in economics

William H. Leffingwell and Edwin M. Robinson, Text
book of Office Management. (New York: McGraw Hill Book
Company, Inc. , 1$5(3)," p”._"l.

and management principles, policies, and supervision*

On

the other hand, many collegiate schools of business offer
a practical curriculum in management that enables the
beginning worker to perform many of the important phases of
office work.

The purpose of this study is to determine

the office managers 1 own judgments as to their occupational
needs for skills and understandings in the field of busi
ness administration and to use these as a basis for sug
gesting areas of study for the preparation of persons for
this position.

It is expected that the findings of this

study will provide information concerning (1 ) the nature
of some of the understandings needed,

(2 ) whether there

are understandings which are common to all types of office
management jobs, and (3 ) courses that should be included
in a management curriculum.
Delimitation of the Problem
This study is limited to an investigation of the
work of office managers in Area 10 of the National Office
Management Association, which includes the Louisiana cities
of New Orleans, Shreveport, Lake Charles, and Baton Rouge,
and Dallas, Texas.

These chapters have a combined member

ship of approximately 275 members.

However, approximately

25 per cent of the members are educators and office machine
men, and these members were not sampled. This study is not

concerned with setting up a complete curriculum in manage
ment.

No attempt will be made to include the theoretical

courses in management, but emphasis will be on the tool
courses that a manager needs to understand in order to do
an effective job of supervision.
The National Office Management group was selected
for several reasons.

It can be assumed that the membership

of this organization is composed of a high caliber of
office managers.

This association,

commonly referred to

as NOMA, was organized in June, 1919, at Chicopee Falls,
Massachusetts.

Originally, it consisted entirely of company

memberships and was restricted to 100 companies whose of
fice staff totalled at least 200.

At that time there were

no individual members of chapters.

Today, NOMA is an inter

national organization, with more than 17,000 members in 167
cities in the United States, Canada, and Mexico.
The Association has contributed much to the world
of business and to education.

Salary surveys are conducted

each year in all of the major cities of the United States.
Research

studies have been made in regard to office stand

ards in typewriting and shorthand.

Business entrance tests

have been constructed and made available to schools and
colleges throughout the nation.

Research studies have been

made on work simplification in the office.

Management

institutes and conferences are conducted periodically.

Office machine exhibits have been held at intervals in a l l
of the major cities of the United States.

Correspondence

courses have been organized for members and non-members
who desire to broaden their knowledge of office manage
ment and executive leadership but are unable to take a d
vantage of formal educational facilities.
Importance of the Study
The information from this study should be valuable
to education by providing a basis for curriculum revision
in the area of office management.

It should be valuable

to industry by recommending a course of study that will
furnish better trained manpower to fill positions requir
ing skills and understandings in office management.

It

should provide information that can be used as an inter
viewing tool in selecting office managers and upgrading
employees to office management positions.
This study should also be valuable as a reference
for counsellors.

Potential office managers need to know

the scope of the office manager’s job, the personal t r a i t s
necessary for the position, and the remuneration the p o s i 
tion offers.
It is further hoped that this study will reveal
the extent to which the office manager needs to know how
actually to perform various functions in the office.

This
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is particularly important in the small and medium-size
office where the amount of time the manager spends in
supervision is relatively small.
Procedure
As a basis for the duties listed on the question
naire, a job analysis of fifteen office management jobs
was made of members in the Baton Rouge Chapter of NOMA.
The jobs studied included office management jobs in the
small, medium-size, and large companies, in manufacturing,
service, and sales offices.

The number of employees these

office managers supervised ranged from five to one hundred.
The questionnaires were taken to chapter meetings
at Shreveport, New Orleans, Lake Charles, and Baton Rouge.
Dallas was not visited since it was impossible to arrive
at a date until their May meeting.

The questionnaires were

passed out to the membership and the problem explained.
An additional copy of the questionnaire was sent to the
office address of each member.
When the questionnaires were returned, the questions
were coded on a master sheet and punched on IBM cards by
the International Business Machines Corporation of Baton
Rouge, Louisiana.
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DEFINITIONS
Automation
Automation is power to use for a productive purpose,
automatic control for standardization and economy and se
quence to allow the performance of several related operations,
one after the other, without intermediate handling; to any
great extent.

It is the continuation of a process of tech

nical advancement and evolution which has its roots deep in
the past.

Three factors must be present in any system to

call it automation:

power, automatic control, and sequence.

Automation might be called a process in which human labor is
progressively replaced by one sort of automatic equipment or
another.^
Correspondence Manual
A booklet describing the mechanical set-up of letters
to be used by typists and stenographers that is to be followed
in a business enterprise.

The purpose of the Correspondence

Manual is the standardization of letters.

It includes letter

styles, punctuation rules, and miscellaneous information con
cerning departmental correspondence.
Integrated Data Processing
"Integrated data processing is the effective production
through systematic organization of all related clerical

^James E. Meyers, "Automation, What It Is and What It
Is Not," Paper presented at the Southern Library Association’s
46th Annual Convention, Detroit, Michigan, June 13, 1955.
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routines of a co-ordinated and uninterrupted flow of essen
tial information needed by management in its decision making
and planning."3
Inventory Gontrol
This term refers to the control of merchandise,
materials, goods in process, finished goods, and supplies
on hand through the use of proper accounting procedures and
physical facilities.

The basic elements of inventory control

would necessarily contain the follov/ing features:

(1 ) centrali

zation of authority and responsibility of controlling inven
tories at one level of management and in one person;

(2 ) careful

selection of inventory personnel including adequate training
of such personnel in policies, objectives, and the system of
inventory control;

(3 ) provision of adequate physical facili

ties for the handling and storage of inventory; and (4) a
logically developed and adequately implemented system of pro
cedures, forms, and reports related to the management of
inventories,
Office Work
Office work is concerned primarily with the records
of an enterprise:

making records, using records, and

preserving them for future reference,

q

These records may

"Establishing an Integrated Data Processing System,"
Report No. 11, American Management Association, p. 2$.

be the history of transactions-of the enterprise, repres
ented by accounts, by contracts, by orders,, by inventories,’
by plans and schedules, by reports, and by written or
4
printed memoranda of all kinds.
Office Manual
A manual is a written record of information and
instructions which concern and can be used to guide the
vrorker's efforts in an enterprise.
Policy Formulation
"A general plan of action that serves as a guide in •
5
the operation of a company. "•
SEQUENCE OF PRESENTATION
The organization of this study, is divided into seven
parts.

Following the Introduction, Chapter II presents a

Survey of Related Literature.
Chapter III presents the Changing Concept of Office
Management and traces the development.of office management
and the reasons for this change over a period of twenty
years.

^Leffingwell, loc . cit.

ment.
pTT7.

^William H. Newman, Business Policies and Manage
(Cincinnati:
Southwestern Publishing Company, 1953),
■

Chapter IV presents the educational background of
the office managers included in this study,
Chapter V contains the work experience background
of office managers*
Chapter VI is an analysis of the duties of office
managers, in the small, medium-size, and large offices,
in manufacturing,

sales, and service concerns.

Finally, Chapter VII outlines the recommended areas
of study for a curriculum in management geared to the
student who desires to become an office manager*

CHAPTER II
SURVEY OF RELATED LITERATURE
A review of literature reveals that six signif
icant studies have been made that are related to this
study.

For purposes of discussion these studies have

been placed into two categories,

The studies pertain

ing to the clarification of the secretarial occupation
through an investigation of the duties performed by secre
taries are reviewed under Analysis of Duties.

The results

of these studies have been used as a basis for curricular
improvement in secretarial science.

The second category

of studies reviewed are studies in which the investigator
made recommendations for curricular improvement.

These

studies are reviewed under Curriculum.
The need for a practical business curriculum is
pointed out by Carter-*- who states:

,TThat the business

curriculum is designed for business and business not for
the curriculum should be kept in mind by those responsible
for curriculum construction.”

The development of attitudes,

learning experiences, exploration, guidance, and personaluse values are worth-while objectives in the minds of

-*-W. T. Carter, ”The Business Curriculum— Making
It More Practical,” American Business Education, X (March.
1954), p p 177-79.
- — —

.
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business educators.

On the other hand, employers are

apt to measure employees in terms of what they can do
to increase office efficiency.

Business curricula have

often been criticized as impractical.

Until such a time

as this condition is remedied, the business program can
never take its proper place in society.
In the following discussion attention is placed
on some of the distinguishing characteristics of the
previous studies on job analysis of secretaries.
ANALYSIS OF DUTIES
The first study of any significance was made in
1924 by Charters and Whitley.^

In this study one hundred

twenty-five secretaries were interviewed to obtain a
list of duties performed in secretarial positions.

The

results were compiled into a questionnaire and sent to
1,345 secretaries.

This study produced a list of duties

common in all secretarial positions.
Ten years later a study of the duties of the secre
tary was made by Frederick Nichols®*4" A check list of 35

2Ibid.
3w. W. Charters and Isadore B. Whitley, Analysis
of Secretarial Duties and Traits (Baltimore:
Williams
and dompany, 1924 )»
bridge:

^Frederick G. Nichols, The Personal Secretary (Cam
Harvard University .Press, 1934)*
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secretarial duties was compiled from available literature
on the subject.

This list was sent to 692 private secre

taries and their employers.

Recipients were asked to

rate the relative importance of the duties.

As a result

of the study, Nichols identified 21 major secretarial
duties.
A similar study was made by Place

in 1945.

This

study was also concerned with an analysis of the duties
of the secretary.

A questionnaire was prepared cliat in

cluded all of the commonly accepted secretarial duties.
Ninety secretaries were interviewed and an additional 343
questionnaires were sent to secretaries.

For the purpose

of checking the accuracy of the secretarial responses,
a similar questionnaire was sent to employers.

Place

succeeded in identifying sixteen major duties of secre
taries.
CURRICULUM
The most significant study pertaining to curriculum
was made by Moore^ in 1953.

Her study included the clari

fication of the secretarial occupation through an

5lrene Place, "A Study of Personal Secretaries in
Sixteen Communities in the State of Michigan,” (unpublished
Doctor’s dissertation, New York University, New York, 1952.)
^Mary V. Moore, "The Secretary’s Responsibilities and
Understandings Related to the Areas of Economics and Busi
ness Administration," (unpublished Doctor's dissertation,
Ohio State University, Columbus, Ohio, 1953)*

investigation of the responsibilities assumed and the?
understandings needed in relation to economics and busi
ness

administration.

An analysis was made of the topics

contained in introductory economics and business adminis
tration textbooks.

A check-list was compiled from a total

of 83 items which were classified according to 18 major
areas.

Twenty-two authorities in the business education

field were asked to evaluate each topic by checking the
words ’’essential,” ’desirable,” or ’’unnecessary.”

In

the seven areas which were retained for investigation,

35 topics were selected to provide the basis for the check
list.

A personal interview with one hundred fourteen

secretaries furnished the information for the study.
A summary of Mo o re ’s conclusions reveal (1) toplevel secretaries have a wide variety of responsibilities
related to the problems in the areas of economics and busi
ness.

These duties were numerous and for the purpose of

this study are not significant.

(2 )

The size of the

office staff in the employing companies is a determining
factor in whether or not the top-level secretary assumes
responsibilities related to certain problems and proce
dures in the areas of economics and business adminis
tration.

For example, banking, insurance, tax, and credit

problems are less frequently handled by top-level secre
taries with each increase in the size of office staff. •
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(3) The importance of responsibilities assumed and under
standings needed by the top-level secretary to handle
problems and procedures in the areas of economics and
business administration cannot be described solely in
terms of their frequency in secretarial positions.

(4) The

secretary’s relation to problems and procedures in the
areas of economics and business administration cannot be
expressed in terms of duties alone.

(5) Students expect

ing to enter top-level secretarial positions should have
the following qualifications:
tarial skills;

(a) competence in secre

(b) willingness to gain an understanding

of the basic organization and operation factors of the
business enterprise in which they are employed,

(6 ) Cour

ses in public finance, insurance, labor problems, and of
fice management were valuable courses in the educational
background of secretaries.
Kane? made an investigation of the effectiveness
of the graduates of Hunter College to ascertain the need
for specialized secretarial training.

From an analysis

of 29 secretarial jobs, a questionnaire consisting of 90
items was compiled and sent to 923 graduates.

Results

showed that there was a need for specialized secretarial

^Margaret Kane, "A Follow-up of Hunter College
Secretarial Graduates as a Basis for-Curriculum Making,”
(unpublished Doctor’s dissertation, New York University,
Mew York, 1954).

0
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training.

Twenty-one per cent of the responses indicated

a need for a brush-up course in typewriting and shorthand.
The lack of instruction in business English was mentioned •
by 13 per cent of the graduates,

Kane concluded that

there was an urgent need for an extension of educational
and vocational guidance facilities.

Training in typewrit

ing should include instruction on electric machines.

The

one term’s work in a foreign language stenographic course
was valueless.
Aberle's 0 study, made in 1954, was concerned with
how well the business curriculum served the purpose for
which it was planned.

The information for this study was

obtained from a follow-up of graduates, an analysis of
curriculums, a survey of business men, and a survey of
business educators.

Aberle recommended that:

(1) in

creased emphasis should be directed toward methods which
would utilize the communication skills;

(2 ) the basic

business areas, particularly in the fields of marketing
and accounting, should continue to be emphasized;

(3 ) a

core of subjects in business and economics should be re
quired of all business students with the exception "of

^John W. Aberle, ”An Evaluation of a College’s
Curriculum in Business,” (unpublished Doctor’s disserta
tion, Stanford University, 1954).
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secretarial science majors.

This core should include

economics, accounting, banking, business law, statistics,
and marketing.
SUMMARY
Five of the studies reviewed in this chapter were
concerned with the improvement of curriculum through a
clarification of the duties of secretaries.

Aberle’s

study pertained to the business curriculum in general.
The information in all of the studies was obtained by a
job analysis of secretaries.

The questionnaire method

was used in obtaining a part of the information for the
Charters’, Nichols, Place and Aberle studies.

In the

present investigation the data were obtained by question
naire and interview.

CHAPTER III
THE CHANGING CONCEPT OF OFFICE MANAGEMENT
Prior to 1937 office management mainly consisted
of supervising workers in their performance of such duties
as the recording of transactions, writing letters, filing
papers, typewriting, telephoning, messenger work, and com
putation.^

Textbooks on office management of that period

devoted little or no attention to scientific office manage
ment, office machines, automation, selection, training, and
evaluation of personnel, or office supervision.

Particu

larly in the small or medium-size office, the work was that
of a chief clerk.
The title "office manager" seems to have taken on
a different connotation by 195S.

Bennett^ states-

The office manager must be responsible to top
management for compilation of reports and statis
tics, the gathering of facts and figures, the
handling of personnel and the coordination of all
paper operations in the office in a smooth, func
tional, and economic manner.
Furthermore, the office manager of today may be responsible
for the interior decorating, plumbing, heating, office

^Edwin M. Robinson, Training for the Modern Office.
(New York:
The McGraw-Hill Book Company, Inc. , 1937) j p.' 21
Job?"

% . Miller Bennett, "What Is The Office M anager’s
The Office Executive, Vol. No. 28 (June, 1953), p. 12
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layout, and air-conditioning.
and new office methods.

He must work out new plans

He is an executive, who helps

establish office policies and procedures; an administrator,
who carries out these policies; and a staff expert, who
specifies the equipment to use, the procedures to establish,
the standards to maintain, and the yardsticks by which to
measure

and control output and efficiency of the office,3
A perusal of periodic literature on the factors

causing the changes in the status of office managers was
not too satisfying,

In an attempt to supplement the lit

erature written on the subject, letters were sent to twentyfive managers of large companies in various sections of
the country.

These managers were asked to state their

opinions concerning the changes that have taken place in
the duties and responsibilities of office managers over
the past twenty years and the reasons why these changes
have occurred.

Excerpts of these letters are in the

Appendix,
Fifteen of the managers or 60 per cent of them
answered the letter of inquiry.

In some instances the

managers were unable to cite any particular factor that
might have been responsible for the office m a n a g e r s job
evolving from that of a chief clerk to one of authority

3 Ibid
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comparable to other executive positions in a company such
as the personnel director, the comptroller, or the internal
auditor.

On the other hand, a few of the respondents

listed definite, clearly defined changes in their respon
sibilities and gave their opinions as to why these changes
have taken place.

In some instances, the respondents

went so far as to predict trends that appear to be signif
icant to t*hem.
It would seem that the results should be particu
larly significant to those responsible for curricular re
vision in office management.

An office management

curriculum that was suitable five years ago would seemingly
not suffice in a complex business world where changes are
rapidly taking place.
A summary of the letters shows that two kinds of
change have taken place that have affected the office
manager’s job; those changes that have the effect of in
creasing the manager’s responsibilities, and those that
were intended to reduce his duties.
The most important, that which involves the largest
increase in the volume of paper work, was the vast amount
of government regulation and taxation affecting businesses:
reports on income, withholding and social security taxes,
the minimum wage and hour law, and employment compensation.
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These were but a few of the lav/s that have resulted in
increased reports that added to the supervision duties
of the managers.

In addition to the actual compilation

of these reports there is the marked increase in the
number of reports asked of business by trade associations,
business groups, chambers of commerce, research organiza
tions, etc.
There is an increasing demand for the manager to
gather and interpret information of all sorts.

Terry4

states
Increased emphasis will probably be placed
upon analysis and interpretation of information
made available by the office.
As more facts are
needed and can be made available within a reason
able period, the task of determining what data
are necessary, and why, will take on new and in
creased meaning.
The full potentiality of the office as an informa
tional source must now be understood by the supervisor in
charge of special departments and by the office manager
who renders the service.

The preparation of forms, once

the responsibility of the methods department, has been
shifted in many instances to the office manager in an
attempt to secure information that is actually needed and
omit information that is unnecessary.

^George R. Terry, Office Management and Control.(Homewood, Illinois:
The "Richard D. Irwin,”T n c . , 1958),
p. 16.
„^
°
c

u

The large increase in the number of office workers
was also responsible for this evolution in the office
m anager’s job.

Office workers increased from 4$612,356

in 1940 to 6,£66,374 in 1950.

By 1955, there were

7,932,97^ clerical workers in the business enterprises
in the United States, or 13.1 per cent of the total working
force*

The higher cost of clerical man power made neces

sary the application of the principles of scientific man
agement, formulated by Frederick W. Taylor^ to office
operations.

Furthermore, to accomplish this task, as

much clerical effort as possible had to be concentrated
in one place.

This accounted to a considerable extent

for the centralization of stenographic, filing, and mailing
services.

The centralization of these services has re

sulted in fewer employees needed, an improved quality of
work, and a relief of department heads from supervisory
activities, giving them more time for technical work.
Other changes have had the opposite effect:

to

ease the manager’s job, to reduce his responsibilities in
relation to the number of people under his supervision.

^Ibid., p. 16.
^William H, Leffingwell. and Edwin M. Robinson,
Textbook of Office Management. (New York: McGraw-Hill
Book Company, inc., 1950), p. 36.
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The most important was the technological improvement in
office equipment, coupled with the coming of integrated
data processing and automation.

Integrated data proces

sing and automation necessitate further training on the
part of office managers, since it is necessary for them to
have a comprehension of the internal workings of computers.
Furthermore, this training is invaluable to the manager
who must supervise the technicians, procedures, and program
men who do the actual work of developing procedures and
programming the computers.

In addition, it is an aid

where the manager must determine the type and size of
computer that is indicated for his particular company.
Paradoxically, if automation and integrated data
processing were placed under the supervision of the office
manager, or if the association between integrated data
processing and the manager ivere a close one, the manager’s
job would become more difficult.

In those cases, he

has, at the least, to learn a new language; and at best, has
to

become familiar with data processing techniques.

The

use of the modern equipment has meant a change in the ap
proach to many of the problems in business.

The office

manager of today must have a broad understanding of the
business procedures in sales, manufacturing, and distribu
tion that can take advantage of high speed equipment, but
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at the same time does not seriously disturb the balance
of power in the manufacturing,

sales, and marketing de

partments*
The trend toward the unionization of office work
ers has added to the problems and responsibilities of
office managers.
Slightly more than one-third of the total union
membership potential are in the white collar sec
tion of our economy.
Thirty-four unions have
organized some 2.75 million members. . . This
figure, however, does not apply uniformly to all
sections of the white collar economy.7
It can be assumed that this phase of office manage
ment will require more attention in the future.

"White

collar workers are the chief targets of AFL-CIO organiza
tion drives in both manufacturing and service industries.
a
They are seen by the unions as being ripe for unionization."0
Nord says:
I believe that the unionization of clerical
workers will increase in the future.
The office
manager should be equipped to deal with unions
which are frequently represented by professionals
in the field.
It appears that there has been quite a trend in
recent years toward specialization, under various individuals

^Howard Couglin, John J. Paston, et al, Round Table
on "The New White Collar Unionization Drive," at the 364th
Meeting of the National Industrial Conference Board, New
.York City.

A

A letter to the Author from Ralph V. Nord, The Denni
son Manufacturing Company, Framingham, Massachusetts.
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within an organization, of functions which formerly were
mostly controlled by the office manager,

Naturally, this

trend is more pronounced in larger organizations where the
expense of supporting various specialists can be shouldered®
It appears that there has been a greater awareness
of the possibilities of improving office personnel; and this
has

had its influence on the general trend of changing

responsibilities.

It also appears that the trend toward

very large scale business enterprises is affecting the
status of the office manager.

For example, if a given

amount of goods were produced by one hundred small organ
izations, the office manager’s problems would differ from
the problems that might exist in five or ten organizations
producing the same amount of goods.

Tied in with this,

as business enterprises continue to grow in size, competi
tion seems to become greater, at least in some respects.
With competition in business increasing, business management
is taking more action to increase office efficiency and is
more interested in improving and speeding up operations
p
involved in office work*7
Work simplification in the office is an expanding
frontier of business management.

It affords opportunity

Q
7A letter to the Author from Harry S. Rudy, VicePresident, The Detroit Bank & Trust Company, March 21, 195#.
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for savings comparable to those that similar techniques
provide in industry.
It appears that the changes over the years in the
duties and responsibilities of office managers have re
sulted in an increase in the amount of time these managers
devote to supervision.

Item 21 on the questionnaire survey

asked the question, "How much time do you spend in super
vision?"

Results in Figure 1 show that twelve managers

devote less than 10 per cent of their time to supervising
employees.

Twenty-six of them spend 25 to 50 per cent

in supervising employees; forty-three apply 50 to 75 per
cent; and twenty-three devote over 75 per cent.
hundred

One

thirty-eight respondents answered this question.
What are the prospects for office managers in the

future?

It appears that the problems confronting the of

fice managers today may be fewer than in the past.

They

may be of a different nature than in the past, but they
will be of greater importance in the line organization
and will require a higher degree of managerial skill.
The office manager has evolved from a work dispatcher or
work supervisor to a well-trained, highly-skilled executive
with the potential to advance to a higher level of man
agement.

ment.

■^Charles B, Hicks, and Irene Place, Office Manage(New York: Allyn and Bacon; Inc., 1956)', p. 1&7. ’

CHAPTER IV
EDUCATIONAL BACKGROUND
The investigation of the educational background
of office managers consisted of Items 8 through 16 on
the Questionnaire Survey.

{See Appendix I).

This

section of the survey was designed to provide evidence
as to the educational attainment of the managers and the
significance of college preparation as a prerequisite to
managerial positions.
This section of the survey attempted to determine
if high school graduates have a background that leads to
promotion to office managers; if graduates of private
business colleges may aspire to managerial positions;
if the junior college is preparing persons with adequate
qualifications for these positions; or if four years or
more of academic collegiate training appears to be a
general prerequisite for managerial positions.

These are

important considerations that concern the pupil, the edu~
cator, and the agency training the potential office manager.
Respondents were asked to check the following criteria
(I) The number of years spent in school (2) if they had
received a degree (3) the area of specialization if they
attended college

(4) whether they attended a private school,

state college, or state university.
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The managers were also asked to name three
commerce courses that they studied in college that were
considered to be the most valuable, the three courses
that they did not study that would be helpful in their
present position, and the courses in general education
they would recommend for a potential office manager.
Furthermore, the respondents were requested to list any
extra-curricular activities in which they participated
that would be of value in the performance of managerial
duties.
A college degree appeared to be a significant
factor in the selection of personnel for managerial
positions.

{See Table I).

Item 8 revealed one hundred

forty-five, or 100 per cent, of the managers in the
manufacturing, sales, and service offices were high school
graduates.

Ninety-six, or 66 per cent, of the respondents

were college or university graduates.

In the manufacturing

offices, thirty-three, or 66 per cent, of the respondents
were college graduates; in the sales offices, nineteen,
or 68 per cent; and in the service offices forty-four, or
66 per cent.

An additional thirteen, or 9 per cent of

them attended college from one to three years.

One hundred

forty-five respondents answered this question.
Item 9 asked the managers to check the kind of
degrees they held.

Table II shows that seventy-five, or

7$ per cent, had received Bachelor of Science degree
twenty-one, or 22 per cent, had received Bachelor of
Art degrees.

TABLE I
EDUCATION ATTAINED BY RESPONDENTS
Key:
S
S
S
S

Item No.

B C D E -

High School
Junior College
College
Graduate School

Manufacturing
NumPer
ber
Cent

S F - Business College
S G - Evening School
S H - Extension Courses

Sales
Service
NumPer Num- Per
ber
Cent ber Cent

Total Responding
To This Item
Num
Per
ber
Cent

S B

50

100

28

100

67

100

145

100

S C

2

4

1

4

1

2

4

3

S D

33

66

19

63

44

66

96

66

S E

4

si

3

11

10

15

17

12

S F

3

6

5

13

s
O

7

14

10

S G

4

o'

1

4

7

o✓

12

3

S H

6

4

8

6

7

5

21

14

vO

TABLE II
DEGREES HELD BY MANAGERS

Type of Enterprise

B. S.
Num- Per
ber
Gent

Degree s
M. A •
B. A.
Num Per Num Per
ber
Cent ber Cent

Total Respond
ents Answering
This Item

Manufacturing

2$

56

5

10

10

11

33

Sales

12

43

7

25

3

3

19

Service

*

31

52

_2

13

J±

Jfc

kt

75

73

21

22

17

18

96

31
TABLE III
RESPONSES TO THE QUESTION:
"WHAT WAS YOUR AREA OF
SPECIALIZATION IN COLLEGE?"

Major Field

Respondents Answer
ing This Item
Number
Per Cent

Accounting

45

47

Personnel

4

4

English

3

3

Social Studies

2

2

17

id

Secretarial Science

1

i

Engineering

1

i

23

24

General Business

Management

Responses in Table III show three areas of
specialization that appear to be important in the educa
tional background of those holding managerial positions.
Ninety, or 94 per cent, of the managers majored in commer
cial subjects in college.
majored in Liberal Arts.
engineering college.

Only five per cent of them had
One manager was a graduate of an

Forty-seven per cent had specialized
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in accounting, and 24 per cent in management.
per cent majored in general business.

Seventeen

In the general

business and management categories, data are insufficient
to determine the amount of accounting courses the man
agers had studied.

It would be possible in both the

general business and management curriculums for students
to elect several courses in this subject.

Collegiate

schools of business, however, require a minimum of six
hours, or one year of study, in this field.
TABLE IV
CLASSIFICATION OF INSTITUTIONS ATTENDED
BY RESPONDENTS

Private College

State
College

University

Manufacturing

$

5

16

Sales

9

3

11

Service

6

23

IS

23

31

42

Total

It appears from the information in Table IV that
state colleges and universities are the important train
ing agencies for managerial positions.

An examination of
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Table IV shows that forty-two, or 44 per cent, of the
college graduates received their training in state
universities.

Thirty-two per cent had graduated from

state colleges, and 23 per cent from private colleges.
The business college was insignificant as a training
agency.

Only fourteen, or 10 per cent of the total

respondents, had attended a business college for at
least a year.

Furthermore, the junior college had

furnished only four per cent of managers in this group.
It should be pointed out, however, that the
collegiate school of business has dominated the field
of business education since the early 1930’s.

The

business college has lost the prestige that it once
enjoyed.

The curriculum of the business school of today

is designed to train bookkeepers, stenographers, and
routine clerical workers.

Furthermore, increasing atten

tion is being placed on college graduation in the selection
process for managerial personnel.
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Item 13 on the Questionnaire Survey asked the
respondents to list three commerce courses studied in
college that they considered to be valuable to an office
manager.

Ninety respondents answered this question.

The responses are summarized in Table V.

Item 14 re

quested the respondents to list three courses that they
did not study in college that, in their opinion, would
be valuable to the manager.
plied to this item.

Ninety-six respondents re

The results are shown in Table VI.

A comparison of the two tables indicates that
accounting, management, business correspondence, business
machines, and report writing are courses that should
deserve high consideration in an office management
curriculum.

Eighty respondents listed accounting courses

as having been "the most valuable,” and ten managers,
who had not taken work in this area, considered it an
important need.
In the management, economic, and business corres
pondence courses, over 50 per cent of the respondents
reported that they either had taken these courses and
considered them "most valuable," or indicated that they
considered such courses would have been of value to them.
Forty-two, or 44 per cent, either listed instruc
tion in business machines as "most valuable," or felt the
course would have been important.

Furthermore, typewriting
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TABLE V
RESPONSE TO THE QUESTION:
"WHAT ARE THE THREE COMMERCE
COURSES THAT YOU STB DIED IN COLLEGE THAT YOU CONSIDER TO
BE THE MOST VALUABLE IN YOUR POSITION AS OFFICE MANAGER?”

Accounting................. .................... 80
E c o n o m i c s ................... ,» ................ 31
Business Correspondence . . .............. . . 23
Business La w.................................. . 2 5
Management.......... ...................
23
Business English
. . . . . . . . . . . . . .
18
Business M a c h i n e s ...............
18
Statistics.
........................... 1 0
Business Organization . . . . .
..............
9
Psychology................. .
8
Salesmanship. . . . . . . .
......... . . . .
8
Business Mathematics. . . . ............... » 7
Corporation Finance . . . . . .
...............
4
M a r k e t i n g ..................................
4
Human Relations
.................
4
S p e e c h ....................................
4
Typewriting ...................... . . . . . .
3
Credit and Collections. . . . ................
2
Advertising ........................ . . . . .
1
B a n k i n g .............. ........................ 1
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TABLE VI
RESPONSES TO THE QUESTION:
"WHAT ARE THE THREE COMMERCE
COURSES THAT YOU DID NOT STUDY IN COLLEGE THAT YOU
CONSIDER TO BE THE MOST VALUABLE IN YOUR POSITION AS
OFFICE MANAGER?"

Course

Frequency of Mention

. * . . 37
Management. . . . . . . . ..........
. . . . 2£
Economics ......... . .
Business Report Writing . . . ............... 25
Business Machines
............... 21+
Business Correspondence ............. , . . . 2 0
Human Relations,. . . . . . . . . . . . . . .
20
Accounting.................
10
Business L a w ................... . . . . . . . . 1 6
Salesmanship. . . . ............... . . . . . 1 3
Typewriting . . . . . . . . . . . . . . . . . 1 3
................. 13
Statistics. . . . . . . . .
Mathematics
...............
.12
Purchasing............... . . . . . . . . . . . 1 0
Transportation
. . . . . .
.................
8
Marketing . . .
. . . . . . . . .
6
Psychology.
.......................
6
Taxation..........................
5
General Business................................. 4
Advertising . . . . . . . . . . . . . . . . .
3
F i n a n c e ..........
3
Systems and Procedures...............
1
I n s u r a n c e ..........
1
Real Estate
. . . . . . . .
1
Credit and Collections..........
1
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was mentioned as a separate course.

Three managers

felt this course to be one of the three most valuable
courses studied and thirteen indicated that they con
sidered it helpful to the office manager.
Although none of the respondents showed previous
instruction in report writing, it ranked third in the
courses that the managers considered to be of most
value in their position.
Courses in human relations were also considered
to be important.

Twenty, or 21 per cent, of the respond

ents believed it to be of significance in managerial
positions, although ‘
T able XIII shows that only four
managers had studied this subject in college.
Item 15 on the Questionnaire Survey dealt with
the opinions of the respondents concerning the value of
general education courses in managerial positions.
Table VII shows that English, psychology, speech, and
mathematics were considered to be the most valuable
general education courses to managerial personnel.

It

would seem that students should be encouraged to elect
courses in these areas beyond the minimum college re
quirements.

Need for additional investigation, however,

is indicated on this phase of the study®
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TABLE VII
RESPONSE TO THE QUESTION:
"WHAT COURSES IN GENERAL EDUCATION
(COURSES OUTSIDE OF THE FIELD OF COMMERCE) DO YOU FEEL WOULD
BE HELPFUL TO A POTENTIAL OFFICE MANAGER?"

Course

Frequency of Mention

E n g l i s h ............................
Psychology.

50

..................................

.40

Speech.............

26

Mathematics

.................... 22

Philosophy............................

11

S o c i o l o g y .........................................
Foreign Language.

, 6

. . . . . . . . . . . . . . . . . 4

Political S c i e n c e ..........

..3

History ..............................................
Science . . . . . . . . .

........................

3

,3

Education . . . . . . . . . . . . . . . . . . . . . 1
Guidance............................ . . . . . . . . . 1
Industrial Engineering.

. . . . .

.........

. . . . 1

L o g i c ..................................................1

CHAPTER V
OCCUPATIONAL EXPERIENCE
Little attempt has been made to determine the
extent to which there are well-charted promotional lines
in business organizations that lead to managerial posi
tions.

Junior positions have been referred to as step

ping stones, but it has never been determined what these
positions are.
The purpose of this chapter is to determine what
occupational experience is significant in the promotional
lines to office management jobs.

This information will

be used as one criterion in recommending areas of study
for a .management curriculum.

It can be assumed that in

most cases people are not employed in a managerial capa
city unless they have previous business experience.
Therefore, an office management curriculum should pro
vide the necessary training in tool courses that will
enable the potential office manager to perform effi
ciently the required duties of the positions that appear
to lead to office management jobs.
With no thought of producing incontrovertible
evidence as to the best stepping stones to office mana
gement positions, this chapter presents the results of
two questions from the Questionnaire Survey.

In Item 4

the office managers were asked to check their previous
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office experience*
accountings

The following positions were listed:

clerical, secretarial, bookkeeping, and

personnel clerical.

A space was provided for other

positions the respondents might have held.

The results

are shown in Table VIII,
In Item 6 the managers were asked to check positions
they considered important stepping stones to office manage
ment positions.

Secretarial, correspondent, statistical,

accounting, and personnel clerical positions were listed.
The respondents were classified into three categories:
Manufacturing Concerns, Sales, and Service Enterprises.
Fifty oi one managers responding were in the manufactur
ing businesses, twenty-eight in the sales offices, and
sixty-seven in service enterprises.
The first item in Question 4 dealt with the previous
experience of office managers in accounting.

An examina

tion of Table VIII shows that in the manufacturing concerns,
thirty-one, or 62 per cent of them, reported experience
in accounting positions; in the sales offices, twelve, or
43 per cent; and in the service occupations, thirty-four,
or 51 per cent,

A total of seventy-seven, or 53 per cent

of the 145 respondents to this item, had had at least
one year of experience in accounting positions.

Table IX

indicates the number of years of experience the respondents
.had worked in these positions.

TABLE ?III
OCCUPATIONAL EXPERIENCE

Occupation

Type of Enterprise
Manufacturing*
Sales**

Service***

Total v/ith
at least one
year?s experience

Total
Respondents to
this item

Num
ber

Per
Cent

Num
ber

Per
Cent

Num
ber

Per
Cent

Number

Per Cent

Accounting

31

62

12

43

34

12

77

53

145

General Clerical

26

52

15

53

31

46

72

50

145

Bookkeeping

14

28

10

36

25

37

49

34

145

Personnel Clerk

9

18

7

25

18

27

34

23

145

Secretarial

8

16

4

14

9

13

21

14

145

*Fifty Manufacturing Concerns
**Twenty-eight Saleis Offices
***Sixty-seven Service Offices
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It would seen that accounting had been an important
position in the experience background of office managers
in all three categories.

Nineteen of the manufacturing

managers had over five years of experience.
resented 3$ per cent of the total group.

This rep

Twenty-five

per cent of the sales managers and 31 per cent of the
service managers also indicated over five years of ex
perience in this type of position.
TABLE IX
PREVIOUS EXPERIENCE IN
ACCOUNTING POSITIONS

Type of Enterprise
1
Manufacturing

Service
Totals

Experience in Years
3 4 5 6 7 # 9

4

6

2

4

1

1

1

1

1

1

____ 3

Jt

6

3 11

9

2.

Sales

2

2

1

1 12

31

1

4

12

lit

2k

2 30

77

JL .
JL -1 .
3

3

4

Total

The second item in question 4 was concerned with
the experience office managers had had in general office
positions.

The responses show that 52 per cent of the

managers in manufacturing concerns had had accounting
experience;

53 per cent in the sales offices and 46

43
per cent in the service offices had held such positions,
A total of seventy-two managers reported experience
this position.

in

One hundred forty-five respondents answered

this item.
In Table X is presented the information about the
amount of general office experience the respondents have had.
In the manufacturing concerns 52 per cent of the managers
reporting had had five years or more of such experience;
in the sales offices,

53 per cent; and in the service

offices, 46 per cent.

It would appear that general clerical

positions provide valuable experience for potential office
managers.
TABLE X
PREVIOUS GENERAL OFFICE EXPERIENCE

Type of Enterprise

1 2

Experience in Years
3 4 5 6 7 8

Manufacturing

2

5

2

1

Sales

3

3

2

a

Service

A

A

Jt.

13 12

.

9

6

2

5

9

3

Total

6

26

4

15

_2 _ 2 _1 A

A

31

2

5 15

72

7

3

The third item of Question 4 was designed to show
the previous experience of the managers in secretarial
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positions.

One hundred forty-five respondents answered

this item.
The number of years the managers had worked in
secretarial positions was much less than was true for
experience in accounting and general clerical positions.
Table XI shows that one-third of the respondents check
ing this item had had over five years of experience.

It

would seem that secretarial positions have relatively
little value in selecting persons for office managers.
On the other hand, men do not ordinarily have skills
that qualify them to do secretarial work, and this may
account for the small percentage of the respondents
having this experience.
TABLE XI
PREVIOUS EXPERIENCE IN SECRETARIAL POSITIONS

Years of Experience
1 2 3 4
5 6 7 8 9

Type of Enterprise

Manufacturing

2

4

Sales

2

1 1

Service

i
Total

3

i

i
7

Total

2
i

3

i
1

.
1

_______

8
4

2
6

21
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Table XII summarizes the replies to the fourth
item in Question 4.

This item was concerned with the

previous experience of the office managers in bookkeeping
positions.

In the manufacturing concerns, fourteen, or

28 per cent, reported experience in such positions; in
the sales occupations, 36 per cent; and in the service
enterprises, 37 per cent.

A total of forty-nine, or 34

per cent of the 145 respondents to this item, had book
keeping experience.
An examination of Table XII indicates that book
keeping was an important oosition in the work history
of office managers.

The years of experience that the

office managers in the manufacturing, sales, and service
offices worked in this capacity, however, was considerably
less than in the accounting positions.

Thirty managers

checking this item had been employed less than five years.
Three, or 6 per cent, of the manufacturing managers had
five years or over; four, or 14 per cent, in the sales
offices; and twelve, or 14 per cent, in the service occu
pations.
this item.

One hundred forty-five respondents answered
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TABLE XII

•

PREVIOUS BOOKKEEPING EXPERIENCE

Type of Enterprise

1

Years of Experience
2 3 4 5 6 7 3

Manufacturing

4

5

Sales

3

2

Service

2 Jt J i Jt .J i ,
Total

9 ll

1

1

1

1

6

4

4

3

Total

2

14

3

10

JZ Jt

21

1
__

9

3

9
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The fifth item in Question 4 dealt with the previous
occupational experience of the managers in personnel clerical
positions.

Responses in Table XIII show that l£ per cent

of the managers had worked in this occupation; in the sales
offices, 25 per cent; and in the service offices, 2? per
cent.

A total of thirty-four managers reported experience

in personnel clerical positions.

One hundred forty-five

respondents answered thi3 item.
Four of the manufacturing managers had had five
or more years of experience.

This represented eight

per cent of the manufacturing group.

Two, or six per

cent, of the sales managers, and six, or ten per cent,
of the service managers also had five years or more of
experience.

It would appear that personnel clerical

positions are of some importance in the work history of
office managers.
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TABLE XIII
PREVIOUS PERSONNEL CLERICAL POSITIONS

Type of Enterprise

Years of Experience
1 2 3
4 5 6 7 ^ 9
3

Manufacturing

2

1

1

K
s

Sales
_ £ _6

Service
Total

5

9

__1 JL _ 2
a

3

2

2

1

Total
2

9

2

7

. _3

IB

7
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Item No. 6 on Question 4 was designed to permit
the respondents to write in any other previous positions
in which the managers had been employed.
are summarized in Table XIV.

The replies

The responses in this table

show ten managers with previous experience in credit
management.

Two of these had previously worked in manu

facturing concerns; four, in sales offices; and four,
or 6 per cent, in service offices.

It would appear that

this position is relatively unimportant in the work
history of office managers.
Fifteen per cent of the respondents showed previous
experience as department supervisors.

Twenty-four per

cent were in the manufacturing offices, and 15 per cent
were in the service offices.

It would seem that this

type of experience is helpful regardless of the low per
centages of managers reporting experience in this occupation.

TABLE XI?
RESPONSE TO THE QUESTION:

Occupation

Credit Manager
Department
Manager
Public Relations
Director

"WHAT OTHER TYPES OF OFFICE EXPERIENCE HAVE YOU HAD?”

Typeof Enterprise
Manufacturing*
Sales**
Number

Per
Cent

2

4

12

24

2

4

Number

4

Salesman

9

School Teacher

1

*Fifty Manufacturing Concerns
**Twenty-eight Sales Offices
***Sixty-seven Service Offices

Per
Cent

14

32
3

Service***
Number

Per
Cent

Total With
at least one
year’s experience
Number

Total
respondents to
this iter

Per Cent

4

6

10

7

145

10

15

22

15

145

2

1.4

145

9

6

145

1

.7

145

■p03.
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TABLE XV
RESPONSE TO THE QUESTION:
"IN YOUR PREVIOUS BUSINESS
EXPERIENCE, WHAT POSITIONS DO YOU CONSIDER IMPORTANT
STEPPING STONES TO OFFICE MANAGEMENT POSITIONS?"

Position

Frequency of mention

Accounting ....................

.

. . . . 7 7

General Office Clerk . . . . . . . . . . . . . . . .
Personnel C l e r k ..........
Secretary
Correspondent

.34

...................................... 17
. .................

. . . . . . . . .

Credit Manager ............................
Bookkeeper

. . . . .

.....................

Office Machine Operator
..

T e a c h i n g ..........

.

. . . . . . . .

Administrative Assistant .............

12

1

...............

...............

15

10

Life Insurance A g e n t ...................

Scout Executive

41

.

1
1
1
1
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Nine, or 32 per cent, of the sales managers have
been employed as salesmen.

Although it would appear that

sales managers should have sales experience, it is evident
that other traits are considered more important in the
selection of management personnel.
Two managers listed public relations positions
in their work history.
ing.

One manager checked school teach

These two positions have relatively little value

in promotional lines to office management.
It would appear that accounting, personnel clerical,
and general clerical positions are direct promotional lines
to office management positions.

Seventy-seven, or 100 per

cent of the office managers who previously had held account
ing positions, felt that this experience was a stepping
stone.

Thirty-four, or 100 per cent of the managers with

personnel clerical experience, indicated that this position
was also one from which employees were up-graded into
managerial positions.
Thirty-four,or 100 per cent, of the office managers
who reported previous personnel experience considered this
position one in which the chances of up-grading were con
siderably high.

CHAPTER VI

RELATIVE IMJ ORTANCE OF THE
DUTIES OF MANAGERS
An appraisal of the relative value of a knowledge
of the managerial duties of office managers is summarized
in Table XVI.

The managers were asked to check a list of

thirty duties by indicating whether the duty was of (1) a
relatively high value to them,
value to them,

(2) of a relatively low

(3) or no value to them.

One hundred forty-

five respondents appraised these duties.
An examination of Table XVI shows the total number
and percentage of managers rating the items, which were
numbered in the order they appeared in the job analysis
section of the questionnaire.

(See Appendix I.)

The

results of this analysis will be used as one criterion
for recommending areas of study for an office management
curriculum.
It is quite possible that a certain function might
be important in one type of business enterprise and rela
tively unimportant in another; therefore, the responses
of the manufacturing, sales, and service managers were
placed in separate tables.

The appraisals of the items

by the manufacturing managers are shown in Table XVII;
by the sales managers in Table XVIII; and by the service
managers in Table XIX.
O
o
o
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The following illustration may simplify the reading
of the tables.

Item 1 in Table XVI shows that a total of

one hundred thirty-three, or 92 per cent, of the managers
rated this item to be a highly important function of mana
gerial personnel.

The same item in Table XVII reveals

that this function was rated as important in forty-six, or
92 per cent of the manufacturing offices.

Responses of

the sales managers to this item are shown in Table XVIII,
and the service managers in Table XIX.

TABLE XVI
SUMMARY OF RELATIVE IMPORTANCE CF A
KNOWLEDGE OF MANAGERIAL DUTIES IN THE
MANUFACTURING, SALES, AND SERVICE OFFICES

High
Num- Per
ber Cent

.em

Low
None
Num- Per Num- Per
ber Cent ber Cent Tota!

n

Hire new employees

133

92

4

3

8

C
y

145

2

Discharge employees

113

78

15

10

17

12

145

3

Transfer employees

85

59

25

17

35

24

145

4

Orient new employees

110

76

18

12

17

12

145

k

Train employees

115

79

14

10

16

11

145

6

Handle employee grievances

120

83

6

16

11

145

7

Write a job analysis of the jobs
under your supervision

82

57

28

19

35

24

145

8

Keep personnel records of employees

S I

39

50

35

38

26

145

9

Rate employees as to efficiency and
make recommendations for promotion

121

84

5

3

19

13

145

5.4

37

37

26

54

37

145

.0

Prepare an office manual

High
Low
None
Num
Per Num- Per Num- Per
Cent ber Gent ber Cent Total
ber

Item
11

Participate in Policy Formulation in
matters concerning your departmen

111

78

10

7

22

15

145

12

Set up standards of performance

75

52

24

17

46

32

145

13

Purchase supplies and equipment

78

54

38

26

29

20

145

14

Check all invoices and statements

54

37

45

31

46

32

145

15

Pay invoices and statements

47

33

47

32

51

35

145

16

Type correspondence

32

22

43

30

70

48

145

17

Supervise inventory control

67

46

25

17

53

37

145

18

Supervise payroll

55

38

30

21

60

42

145

19

Prepare financial statements

66

46

20

14

59

40

145

20

Prepare budgets

74

51

18

12

53

37

145

21

Bill customers

46

32

41

28

58

40

145

22

Work on accounts receivable

47

33

35

24

63

43

145

Low
High
Num
Per Num- Per
Cent ber Cent
ber

Item

None
Num- Per
ber Cent Total

23

Work on accounts payable

39

27

36

25

70

48

145

24

Compute company taxes

49

34

21

14

75

52

145

25

V/ork with electric data processing

38

27

21

14

86

59

145

26

Interpret financial statements

81

56

7

5

57

39

145

27

Interpret state and federal labor
legislation

54

37

23

16

68

47

145

28

Prepare a correspondence manual

23

16

45

31

77

53

145

29

Write business letters

114

79

12

8

19

13

145

30

Interpret unemployment compensation
laws

/

39

29

20

59

41

145
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ANALYSIS OF THE DUTIES
Hiring New Employees
An examination of Table XVI shows that 92 per cent
of the managers consider the selection of employees under
their supervision to be
their own offices.

highly important in performing

This duty was considered important

in all three types of businesses included in this study,
A comparison of this responsibility in Tables XVII, XVIII,
and XIX shows that the hiring of personnel is the obliga
tion of 92 per cent of the managers in manufacturing con
cerns; of 100 per cent of the sales managers; and of 88
per cent of the service managers.

Furthermore, 82 per

cent of the managers actually do the hiring.

In 10 per

cent of the companies the selection of employees was
delegated to another person.
Discharging Employees
It appears that the problem of discharging employees
is also considered a highly important responsibility of
office managers,

In Table XVI, it is indicated that one

hundred thirteen, or 78 per cent, of the managers had the
authority to discharge unsatisfactory employees.

The mana

gers in the manufacturing, sales, and service offices were
consistent in appraising the value of this item, which was
rated highly important by 78 per cent of the manufacturing
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TABLE XVII
RELATIVE VALUE OF A KNOWLEDGE OF MANAGERIAL DUTIES'
IN MANUFACTURING OFFICES

Item

High
Number Per Cent

Low
Number Per Cent

None
Number Per Cent

1

46

92

2

4

2

4

2

39

78

5

10

6

12

3

26

52

14

28

10

20

4

35

70

8

11

7

14

5

39

78

5

10

6

12

6

38

76

4

8

8

16

7

29

58

10

20

11

22

8

16

32

19

38

15

30

9

41

82

2

4

7

14

10

18

36

15

30

17

34

11

36

72

7

14

7

14

12

19

38

16

32

15

30

13

26

52

14

28

10

20

14

18

36

17

34

15

30

15

14

28

17

34

19

38

16

11

22

17

34

22

44

17

26

52

9

18

15

30

18

21

42

9

18

20

40

o
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TABLE XVII

(CONTINUED)

RELATIVE VALUE OF A KNOWLEDGE OF MANAGERIAL DUTIES
IN MANUFACTURING OFFICES

Item

High
Number Per Cent

Low
Number Per Cent

None
Number Per Cent

19

19

36

7

14

24

46

20

17

34

12

24

21

42

21

12

24

15

30

23

36

22

11

22

13

26

26

52

23

10

20

13

26

27

54

24

9

16

6

11

33

66

25

13

26

7

14

30

60

26

24

46

3

6

23

46

27

17

34

9

16

24

46

26

9

16

12

24

29

56

29

40

60

2

4

6

16

30

15

30

11

22

24

46
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TABLE XVIII
RELATIVE VALUE OF A KNOWLEDGE OF MANAGERIAL DUTIES
IN SALES OFFICES

Item

High
Number Per Cent

Low
Number Per Cent

None
Number Per Cent

1

23

100

2

23

32

3

11

2

7

3

14

50

4

14

10

36

4

21

75

4

14

3

11

5

23

32

2

7

3

11

6

27

96

1

4

7

10

36

10

36

3

23

3

12

43

13

46

3

11

9

23

32

2

7

3

11

10

11

39

5

13

12

43

11

25

#9

3

11

12

1,

54

2

7

11

39

13

50

10

36

4

14

14

33

11

39

3

2.3

15

9

33

11

39

3

23

16

5

13

11

39

12

43

17

16

57

5

13

7

25

IS

10

36

5

13

13

46

19

11

39

5

13

12

43
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TABLE XVIII

(CONTINUED)

RELATIVE VALUE OF A KNOWLEDGE OF MANAGERIAL DUTIES
IN SALES OFFICES

Item

High
Number Per Cent

Low
Number Per Cent

None
Number Per Cent

13

46

32

7

25

7

25

10

36

39

7

25

10

36

10

36

4

14

14

50

25

4

14

3

11

21

75

26

16

57

2

7

10

36

27

13

46

3

11

12

43

28

2

7

11

39

15

54

29

22

79

4

14

2

7

30

15

54

4

14

9

32

20

15

54

21

12

43

9

22

11

39

23

11

24

61

TABLE XIX

RELATIVE VALUE OF A KNOWLEDGE OF MANAGERIAL DUTIES
IN SERVICE OFFICES

Item

High
Number Percent

Low
Number Percent

None
Number Percent

1

59

88

2

3

6

9

2

51

76

7

10

9

14

3

45

67

7

10

15

23

4

54

81

6

9

7

10

5

53

80

7

10

7

10

6

55

82

4

6

8

12

7

43

64

g

12

16

24

8

29

43

IS

27

20

30

9

57

#5

1

2

9

13

10

25

37

17

26

25

37

11

50

75

3

4

14

21

12

41

61

6

9

20

30

13

38

57

14

21

15

22

14

27

40

17

25

23

34

15

24

36

19

28

24

36

16

16

24

15

22

36

54

17

25

37

11

17

31

46

62

TABLE XIX

(Continued)

RELATIVE VALUE OF A KNOWLEDGE OF MANAGERIAL DUTIES
IN SERVICE OFFICES

Item

High
Number Percent

Low
Number Percent

None
Number Percent

19

36

54

S

12

23

24

20

42

63

6

9

19

2S

21

22

33

17

25

2S

42

22

25

37

15

22

27

41

23

IS

27

16

24

33

49

24

30

45

9

13

2S

42

25

21

31

11

17

35

52

26

41

61

2

3

24

36

27

24

36

11

17

32

47

2S

12

IS

22

33

33

49

29

52

73

6

9

9

13

30

27

40

14

21

26

39
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managers; $2 per cent of the sales managers; and 76 per
cent of the service managers.
and XIX).

(See Tables XVII, XVIII,

Sixty-nine per cent of the managers performed

this function; nine per cent of them delegated the re
sponsibility.
Transferring Employees
It appears that the problem of transferring employees,
once the responsibility of the personnel department, is
being shifted to the office manager.

Responses in Table

XVI show that 59 per cent of the managers ranked this
item as ninth in importance in the list of duties included
in the job analysis.

(See Table XX).

The managers in

all three categories of businesses were fairly consistent
in their appraisal of this function, as shown in Tables
XVII, XVIII, and XIX.

This item was rated "highly import

ant" by 52 per cent of the manufacturing managers; by 50
per cent of the sales managers; and by 6? per cent of the
service managers.
Orienting New Employees
The orientation of new employees is also an importand function in managerial positions.

It is assumed that

this phase of personnel management has increased in import
ance in the past few years.

Evidently, attention has been

focused on orienting employees in an attempt to increase
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employee morale and decrease labor turnover.

As shovm in

Table XVI, 76 per cent of the respondents indicated that
the orientation of new employees was "highly important."
A comparison of this function in Tables XVII, XVIII, and
XIX, shows that this item was appraised as "highly import
ant" by 70 per cent of the manufacturing managers; by
76 per cent of the sales managers; and by Si per cent of
the service managers.

Sixty-two per cent of the managers

conducted the orientation programs in their companies;
3$ per cent delegated this responsibility.
Training Employees
it appears that business concerns consider it nec
essary to give in-service training.

One hundred fifteen

managers, or 79 per cent of them, indicated that this was
a "highly important" duty by ranking it fifth in importance
in the list of duties in the job analysis.

Furthermore,

the managers in the different categories of business were
consistent in their appraisals of this item.

Seventy-eight

per cent of the manufacturing managers, S2 per cent of the
sales managers, and SO per cent of the service managers,
felt that a knowledge of how to train employees was highly
necessary for a potential office manager.

(See Table XVI).

In SO per cent of the companies, this function was assumed
by the manager; in 20 per cent, it was delegated to other
people under his supervision.
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Employee Grievances
An examination of Table XVI indicates that the
potential office manager should be able to handle em
ployee grievances.

It can be assumed that this function,

because of the trend toward further unionization of the
white collar worker, will increase in importance.

Eighty-

three per cent of the respondents, rated this item as
’’highly important.”

A comparison of the responses to this

duty in Tables XVII, XVIII, and XIX, shows that in 76 per
cent of the manufacturing offices employee grievances were
handled by the office manager; in the sales office, 96 per
cent; and in the service office, 82 per cent.

In no instance

was the authority to handle employee grievances delegated
to persons other than the manager.
Job Analysis
The job analysis, previously considered to be a
function of the methods department, was reported as the
responsibility of the office manager by 57 per cent of the
managers included in this study.

(See Table XVI).

This

function appeared to be more important in the manufacturing
and service offices than in the sales office.

Responses

in Tables XVII, XVIII, and XIX, show that a knowledge of
job analysis is regarded as necessary in 58 per cent of
the manufacturing concerns, and in 64 per cent of the service
offices.

On the other hand, only 36 per cent of the sales

managers rated this item as ’’highly important.”
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Personnel Records
The maintenance of personnel records, under the
supervision of the office managers, is another example
of certain personnel functions that are coining to be
assumed by office managers.

Responses in Table XVI show

that this function is under the supervision of the man
agers in 39 per cent of the businesses.

A comoarison of

this duty in Tables XVII, XVIII, and XIX, reveals that
although the maintenance of personnel records does not
have the importance of other personnel functions, it is
of sufficient value to warrant consideration as one of
the less important responsibilities of management.

It is

assumed that, since this duty is a clerical activity, it
is delegated to a clerical employee and not performed by
the manager.
Rating Employees
In #4 per cent of the offices, the office managers
rated the employees for efficiency and made recommendations
for promotion.

No evidence is available as to who did

the rating in the remaining 16 per cent of the businesses.
Preparation of the Office Manual
The office manager wrote the office manual in 37
per cent of the offices.

It is assumed that only the

inedium-size or large offices, however, publish an office

6?

manual, and this may account for the low percentage of
of managers assigning a relatively high value to this item.
Policy Formulation
One indication that office managers are considered
executive personnel was the high percentage of managers
who participate in the policy formulation of their com
pany.

Seventy-eight managers indicated that they were

consulted in the formulation of company policies.

An

examination of Table XIX reveals that in public utilities
and businesses providing service to the public, 75 per
cent of the managers have a voice in policy formulation.
Traditionally, authority in these types of business enter
prises has been vested in top management.
Standards of Performance
A study of Table XVI shows that managers were re
quired to determine the productivity of employees in 52
per cent of the cases.

It is possible that an increase in

the use of integrated data processing equipment will tend
to decrease the importance of this function.
Purchasing
Purchasing was an important activity in 54 per cent
of the offices.

The respondents in the three categories

of businesses were consistent in their appraisal of this

6$
function.

This duty was rated "highly important" by 52

per cent of the manufacturing managers; by 50 per cent
of the sales managers; and by 57 per cent of the service
managers.

(See Tables XVII, XVIII, and XIX,)

Checking Invoices and Statements
This function appeared to be of minor importance
compared with the other duties in the job analysis,

Only

37 per cent of the managers rated this job "highly import
ant,"

-^t is assumed that checking invoices and statements

was of more significance in the small office where clerical
personnel is limited.

This item is a clerical activity

requiring little training and is important in the analysis
only because it increases the volume of paper work.
Payment of Invoices
Responses as shown in Table XVI show that this job
is of minor importance in managerial positions.

Only

33 per cent of the managers indicated that they supervised
this activity.

The payment of invoices is a routine pro

cedure; and it is assumed that, in general, it is per
formed by clerical employees.

The manager is responsible,

however, to see that company obligations are met within
the discount period.
less expense.

Failure to do this can result in need
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Typing; of Correspondence
Only 22 per cent of the respondents indicated that
they typed their own correspondence.

It can be assumed

that the managers checking this item were employed in
small offices where stenographic services were not available.
Supervision of Inventory Control
Inventory control is a highly important phase of
office work, which in many companies is placed under the
direction of the production manager.

It appears that

this function is also being absorbed by the office manager.
Nearly half of the managers, 46 per cent of them, indicated
that the supervision of inventory control was an important
part of their work.

A comparison of responses to this item

in Tables XVII, XVIII, and XIX show that a knowledge of
inventory control seems to have more significance to the
managers in manufacturing and sales offices than in service
offices.

Fifty-two per cent of the managers rated this

item "highly important,"

On the other hand, it was rated

as "highly important" in only 37 per cent of the service
offices.
Supervision of Payroll
The supervision of the payroll was rated as one of
the less important duties of the managers.

As shown in

Table XVI, only 33 per cent of the respondents rated this
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duty as "highly important"; 42 per cent of them indicated
that this activity was the responsibility of other office
personnel.

It can be assumed that this function of office

work is being performed in many companies under the direc
tion of a supervisor in a seperate accounting department.
Preparation and Interpretation of
Financial Statements
Managers in 46 per cent of the companies are required
to issue statements and reports showing the financial con
dition of the business.

Furthermore, 56 per cent of the

managerial personnel were required to interpret these finan
cial statements to other executives in the company.

It can

be assumed that managers should have a knowledge of this
area of accounting.

(See Table XVI.)

Budget Preparation
A study of Table XVI indicates that 51 per cent of
the managers were required to prepare budgets.

This respon

sibility was more significant in the service and sales
organizations than in the manufacturing concerns, and for
rather obvious reasons.

A comparison of this function in

Tables XVII, XVIII, and XIX indicates that this responsi
bility was assigned to 63 per cent of the service managers;
54 per cent of the sales managers; and to 34 per cent of
the service managers.
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Billing Customers
An examination of Table XVI shows that 32 per cent
of the managers supervised the mailing of statements to
creditors.

This work is of a routine clerical nature and

requires little training on the part of managerial person
nel.

It should be pointed out, however, that office routines

such as checking invoices and statements, paying invoices,
and billing customers require a large amount of paper work,
which, in turn, increases the number of employees under
the supervision of the manager.

As the span of control

increases, it seems that a higher percentage of the man
agers time would be used in supervision.
Accounting Functions
Items 22, 23, 24, 25, and 26 on the Questionnaire
Survey were concerned with different areas of accounting.
These areas are grouped in order to show the importance of
accounting in relation to managerial duties.
An examination of Table XVI reveals that accounts
receivable routines are rated as ’’highly important” by
33 per cent of the office managers.

Accounts payable

routines are so rated by 27 per cent of the respondents.
The percentages of offices in which this activity is per
formed under the direction of the office manager appear to
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be extremely low, since these two functions are normally
considered to be necessary in all business enterprises.
This may be explained by the fact that 27 per cent of the
companies have electric data processing equipment that would
absorb the work of these two aspects of accounting.

(See

Table XVI).
Furthermore, this table shows that 56 per cent of
the managers were required to interpret financial state
ments.

It seems logical to assume that the interpretation

of financial statements would be delegated to the person
supervising the accounting routines.
Item 24 was concerned with the reporting of income
tax.

This function was rated as "highly important” by 34

per cent of the respondents.

(See Table XVI).

No data are

available to show whether the importance of this function
will increase in the future.

It can be assumed, however,

that it will be delegated only to those managers who under
stand the intricacies of income tax reporting.
State and Federal Labor Legislation
A study of Table XVI shows that 37 per cent of the
managers indicated that a knowledge of state and federal
labor legislation was "highly important."

It can be assumed

that a knowledge of labor legislation would be significant
to managers who supervise large numbers of people, partic
ularly women and persons under twenty-one years of age
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because of the many legal restrictions concerning such
employees,
Correspondence Manual
The preparation of a correspondence manual was re
quired by 16 per cent of the managers.

It is assumed that

only large companies feel that a correspondence manual is
worth the expense involved.
Business Letter Writing
Business letter writing is a highly important function
of management personnel.

As shown in Table XVI, 79 per cent

of the managers assigned a "highly important" value to
this item.

The managers in the three categories of business

enterprises were consistent in their opinions regarding
the importance of this duty.

It was considered "highly

important" by BO per cent of the manufacturing managers,

79 per cent of the sales managers, and 7$ per cent of the
service managers.
Unemployment Compensation
Responses in Table XVI indicate that this function
is regarded as "highly important" by 39 per cent of the
managers.

An understanding of the unemployment compensa

tion laws appeared to be of more significance to the sales
manager than to the manufacturing or service manager.

A comparison of this item in Tables XVII, XVIII, and XIX,
shows that in 54 per cent of the sales offices an under
standing of the unemployment compensation laws is regarded
as "highly important."

On the other hand, 34 per cent of

the manufacturing managers and 40 per cent of the service
managers consider an understanding of compensation laws
"highly important."
The items in the job analysis as ranked by the man
agers is shown in Table XX,

Only a minute percentage of

these items can be considered as unimportant in the per
formance of managerial positions.

Fourteen of the thirty

items in the job analysis were considered "highly import
ant "by a majority of the office managers.

Eleven of the

items were considered "highly important" by approximately
one-third or more of the respondents.

These results rep

resent the opinions of people who have first-hand experi
ence in the management field.

It seems logical to assume

that a management curriculum based on these responsibilitie
-would provide the potential office manager with a sound
educational background.

Certainly, it seems to be a better

basis for a curriculum than judgments of educational
leaders who have had no business experience.
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TABLE XX

RANKINGS BY OFFICE MANAGERS OF JOB ANALYSIS ITEMS

Resnondents Ranking This Item
Item Number

Rank

Number

Per Cent

1

1

133

92

9

2

.121

84

6

3

120

83

5

4

115

79

29

5

114

79

O

6

113

78

11

ni

113

to
O-

4

8

110

76

3

9

85

59

7

10

82

57

26

11

81

56

13

12

78

54

12

13

75

72

20

14

76

51

19

15

66

46
0

76

TABLE XX

(Continued)

Respondents Ranking This Item
Item Number

Rank

17

16

65

46

30

17

57

39

8

18

57

39

18

19

55

38

10

20

54

37

14

21

54

37

27

22

54

37

24

23

49

34

22

24

47

33

15

25

47

33

21

26

46

32

23

27

39

27

25

28

38

27

16

29

32

22

28

30

23

16

Number

Per Cent
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Item 2 5 on the Questionnaire Survey asked the
managers to check the office services they supervised.
An examination of Table XXI shows that Incoming Mail is
supervised by 67 per cent of the managers; out-going mail
by 5$ per cent; the central stenographic pool by 30 per
cent; duplicating services by 53 per cent; and filing
services by 61 per cent.
TABLE XXI
OFFICE SERVICES SUPERVISED

Type of Service

Incoming Mail

Total Responding
to this item
Number Per Cent
110

67

Collection of Out-going Mail

95

53

Central Stenographic Pool

49

30

duplicating Service

S7

53

100

61

Filing

CHAPTER VII
SUMMARY, CONCLUSIONS,. AND RECOMMENDATIONS
It was the purpose of this study to recommend
areas of study for a curriculum in management with
emphasis in office management.

This investigation was

concerned with answerin' the following ouestions;

(1)

What is the office manager’s need for understandings in
the field of business administration and economics?

(2)

Are there understandings and responsibilities common in
all types of management jobs?

(3)

Are there business

occupations that serve as stepping-stones to managerial
positions?
In order to recommend areas of study it was nec
essary to clarify the duties or responsibilities of the
office manager.

To secure this information an analysis

was made of the duties of fifteen selected managers in
the National Office Management Association.

From this

list of duties thirty items were selected that were found
to be common in all the types of office management posi
tions included in the analysis.

These thirty items

along with certain other items which nertained to the
educational and occupational background of the managers
were developed into a questionnaire which would provide
information about the background and the duties of
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office managers.

Copies of this"questionnaire were taken

to the chapter meetings of the National Office Management
Association in the Louisiana cities of Shreveport, New
Orleans, Lake Charles, and Baton Rouge.

Dallas, Texas,

which is in the same area as these cities was not visited,
but the questionnaires were mailed to the members of that
chapter.

One hundred .forty-five, or 72 per cent of the

recipients, returned the questionnaires.
RESULTS OF THE RESEARCH
Educational Background.

Replies to the items concerning

the educational background of the managers are classified
under the following headings:

Amount of Education of

Office Managers in this Study, Types of Colleges Attended
by Those Who Were College Graduates, Areas of Specialization
in College, and Commerce Courses Listed as "One of Three
Most Valuable Studied in College."

A list of the items and

the per cent reporting follow:
AMOUNT OF EDUCATION OF THE OFFICE
MANAGERS IN THIS STUDY
High School Graduate
Junior College Graduate
College Graduate
Graduate School Degree
Business School Graduate

Per Cent of
Managers
100
3
66
12

10

0

.gO

TYP „;S OF COLLEGES ATTENDED BY TMOS1
WHO WERE COLLEGE GRADUATES
Private Colleges
State Colleges
Universities

Per cent
24
32
44

AREAS OF SPECIALIZATION IN COLLEGE
Accounting
Management
General Business
Personnel
English
Social Studies
Secretarial Science
Engineering
COMMERCE COURSES LISTED AS ’'ONE OF
THREE MOST VALUABLE STUDIED IN
COLLEGE”
Accounting
Economics
Business Correspondence
Business Law
Management
Business English
Business Machines
Statistics
Business Organization
Psychology
Salesmanship
Business Mathematics
Corporation Finance
Marketing
Human Relations
Speech
Typewriting
Credit and Collections
Advertising
Banking

47
24

IS
4
n
;>
2
1
1
No. Times
Listed
SO
31
2g
25
23
lg
lg

10
9
g
g
7
4
4
4
4
3
2
1
1

Experience Background,

Replies to the items relating to

the work experience background of managers are summarized
under the following headings:

Previous Types of Business

Experience, Stepping-Stones to Management Jobs.
PREVIOUS TYPES OF BUSINESS EXPERIENCE
»What type of previous office
experience have you had?"
Accounting
General Office
Bookkeeping
Personnel Clerical
Department Supervisor
Secretarial
Credit Manager
Salesman
Public Relations Director
School Teacher

Number Times
77
72
49
34
22
21

10
9
2
1

STEPPING-STONES TO MANAGEMENT JOBS
"In your previous business experience,
what positions do you consider
important stepping-stones to office
management jobs."
Accounting
General Office Clerk
Personnel Clerk
Secretary
Correspondent
Credit Manager
Bookkeeper
Life Insurance Agent
Office Machine Operator
Scout Executive
Administrative Specialist
Teacher

77
41
34
17
15
12
10
1
1
1
1
1

32'
Job Analysis.

The items in one section of the Question

naire had to do with the job duties of office managers.
The job analysis items are classified under the following
headings:

Accounting, Business Correspondence, Business

Machines, Economics, Office Management, Personnel Manage
ment, and Policy Formulation.
ACCOUNTING

Interpret financial statements
Prepare budgets
Prepare financial statements
Inventory control
Payroll
Checking invoices and statements
Taxes
Accounts receivable
Paying invoices
Billing customers
Electric data processing
Accounts payable

Per Cent Reporting
Responsibilities or
Understandings
56
51

46
46
33
37
34
33
33
32
27
27

BUSINESS CORRESPONDENCE
Write business letters

79

BUSINESS MACHINES
Adding machine
Calculating machine
Dictating machine
Typewriter

70
59
54
48

ECONOMICS
Employee grievances
Interpret labor legislation
Interpret unemployment compensation
laws
O

83
37
39

o
o

£3

OFFICE MANAGEMENT

Per Cent Reporting
Responsibilities or
Understandings

Rating employees
Supervising incoming mail
Supervising filing system
Supervising out-going mail
Write job analysis
Supervising duplicating service
Set-up standards of performance
Prepare office manual
Supervising stenographic pool
Prepare correspondence manual

34
67
61
58
57
53
52
37
30

16

PERSONNEL MANAGEMENT
Hire new employees
Train employees
Discharge employees
Orient employees
Transfer employees

92
79
78
76
59

POLICY FORMULATION
Participate in policy formulation
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RECOMMENDED CURRICULUM OFFERINGS
for OFFICE MANAGERS
Several criteria were used as a basis for recommend
ing curriculum offerings for the training of persons expect
ing to enter the field of office management.

These criteria

were (1) the educational background of the 96 respondents
who held college degrees (2) the work experience background
of the 145 managers included in this study and (3) the
results of the job analysis of the duties of the 145 managers
also included in this study.
o

G4

1-

ACCOUNTING,

Accounting is a highly important

function of office management.

An analysis in Table XVI

of the duties of office managers shows that there are a
large variety of managerial responsibilities related to
the areas of business administration and economics.

In

the opinions of 50 per cent of the managers included in
this study, a knowledge of preparing financial statements,
interpreting financial statements, budgets, and of payroll
procedures was highly important.

The results of this study

also indicate that accounting routines pertaining to bill
ing customers,

checking and paying invoices, and accounts

receivable and payable was necessary in management jobs,
A knowledge of income taxes was also considered "highly im
portant" by 23 per cent of the respondents; electric data
processing by 20 per cent.

It is assumed that integrated

data processing will increase in importance in the future,
since this area of work is relatively new.

Furthermore,

GO per cent of the managers felt that accounting was one of
the "most valuable" courses studied in college.

Results of

the research further show that fifty-four per cent of the
managers had been employed in accounting positions that
were considered by them to be stepping-stones to management
positions.
In view of these results it seems that accounting
should be highly emphasized in the curriculum.
0

It is therefore recommended that at least 20 semester
hours of accounting be included in the curriculum in order
to provide the accounting knowledges and skills that these
managers need to perform their jobs.
are recommended:

The following courses

accounting principles, six semester hours;

income tax reporting, three semester hours; integrated data
processing, three semester hours; payroll accounting, two
semester hours; cost accounting, three semester hours;
and budgeting, three semester hours.

Three professors of

accounting in the college of commerce, where the investi
gator is employed, examined the results of the job analysis
section of the questionnaire and it was their opinion that
the courses recommended would provide the necessary skills
and knowledges needed to perform the accounting functions in
managerial jobs.
2.

BUSINESS CORRESPONDENCE.

The manager’s responsi

bilities related to correspondence are very great.

As shown

in Table XVI, seventy-nine per cent of the managers indicated
that business letter writing was a highly important part
of their duties.

TWenty-eight per cent rated it to be

’’one of the most valuable courses” they had taken in college
in its specific contribution to their jobs as managers.
Futhermore, 10 per cent of the managers had been employed
as a correspondent before they were up-graded to managerial
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positions.

°

The research in this study also showed that one

of the responsibilities of management personnel is to fur
nish top management with various kinds of reports.

Effect-

ive writing of such reports involves a thorough knowledge
of the communication skills.
In view of these findings, it is logical to assume
that a three-semester-hour course in business letter writ
ing is not only highly desirable but necessary.

It also

appears that the business letter writing course should be
complemented by a three-semester-hour course in report
writing.
3.

BUSINESS MACHINES.

The results of this investi

gation point up the importance of the ability to operate
business machines.

Over 50 per cent of the managers

reported that competence in the operation of the adding
machine, the calculating machine, and the typewriter was
"highly important.”

These machines are used by office workers

in clerical, bookkeeping, and accounting positions.

As

shown in Chapter VI, these were important in the work history
of managers'.

Consenuently, it appears that a three-semester-

hour course in business machines should be included in the
curriculum.

At least a one-semester course in typewriting

should be required.

If the student shows an aptitude for

this, he should be encouraged to elect a second semester
^course in this subject.

° °
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4.

ECONOMICS.

A knowledge of economic principles

is considered basic in all curriculums for all persons
who expect to enter the business world.

Three areas of

study appear to be highly significant to the office manager.
As shown in Table XVI of Chapter VI, S3 per cent of the
managers appraised a knowledge of how to handle employee
grievances as "highly important."

It can be assumed that

if the labor unions continue their efforts to unionize the
white collar worker, it will be of utmost importance for
managerial personnel to be well informed in arbitration and
mediation.
an understanding of state and federal legislation
pertaining to the regulation of business was rated by 37 per
cent of the managers as "highly important."

It is assumed

that the interpretation of these laws is of greater import
ance to managers who are employed by large companies.
Legislation concerning the regulation of large businesses,
particularly corporations, is complicated.

In the area

of economics it appears that a three-seraester-hour course
in labor legislation and a three-semester-hour course in
arbitration, mediation, and conciliation of labor disputes
will give the student the knowledges required to perform
effectively the functions related to the area of economics.
It is assumed that all schools of business consider elemenO
3
O

®

©tary economics a basic course in the curriculum,0

°

c

P

o
O

c*

o

o o
O

O

.5.

OFFICE MANAGEMENT.

It is assumed that all

management curr'iculums will include a study of office
management as such.

The analysis of the responses to the

items in the Job analysis section of the Questionnaire
Survey, as shown in Table XIX, however, do point out certain
specific understandings

in the area of management that are

of special significance

to the office manager.

Responses

shown in Table XXI indicates that the majority of managers
rated an understanding of office services as "highly im
portant."

These services include the supervision of in

coming and out-going mail, filing, duplicating services,
and the central stenographic pool.

I’he findings in this

investigation also show that emphasis in instruction should
be placed on job analysis, setting-up standards of perform
ance, and on rating employees.

A knowledge of these func

tions was rated by over

75 per cent of the managers as

"highly important."

large business enterprises the

In

ability to prepare an office and correspondence manual is
important.

Since office management textbooks do not include

information on job analysis and standards, it seems necessary
to include a three-semester-hour course in time and motion
study in addition to a three-semester-hour course in office
management.
7.

PERSONNEL MANAGEMENT.

“managers in Table XVI indicate

The responses of the
that office managers are

$9

assuming duties that-were formerly the responsibilities
of the personnel director.

Over 75 per cent of the

managers consider the hiring, orientation, training,
and discharging of emnloyees to be highly important
functions in their work.

A three-semester-hour course

in personnel management should give the students the
understandings needed to perform these responsibilities.
7.

POLICY FORMULATION.

An analysis of the

o

duties listed in Table XVI indicates that office managers
are considered to be executive personnel.

Seventy-eight

nor cent, of the managers included in this st\:dy, reported
a

knowledge of policy formulation was important in their

position.

A three-semester-hour course in policy formu

lation is therefore indicated.

0
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RECOMMENDED COURSES

O

o

As pointed out on "age 2, this study does not
propose to suggest a complete curriculum in management
It concerns itself only with those courses needed in
business administration and economics and the basic
courses in management that a manager needs to understand
in order to do an effective job of supervision.
These courses, already discussed and suggested as a
result of this investigation, are presented here in list
fo r m .
Course

Semester Hours

Principles of Accounting
Integrated Data Processing
Budgeting
Cost Accounting
Payroll Accounting
Business Correspondence
Business Machines
Labor Legislation
Employee Grievances
Office Management
Personnel Management

6
3
3
3
2
3
3
3
3
3
3

C* /■>
s~ \ -v-*4U C p U A V

O

Li
l U

■? 4* ■? w n *
l b l U g

Typewriting

3

o

O

O
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GENERAL CONCLUSIONS
1.

A college degree is a significant factor in

the selection of personnel for managerial position.

As

shown in Table II, 66 per cent of the one hundred fortyfive managers included in the study had four or more
years of collegiate training.
2.

State colleges and universities were the import

ant training agencies for potential office managers.

Forty-

four per cent of the 96 managers who had graduated from
college received their training in state universities; 32
per cent in state colleges; while only 24 per cent were
graduates of private institutions.
3.

Responses in Table III show that three areas of

specialization appear to be important in the educational
background of managers.

Forty-seven per cent of the college

graduates had majored in accounting; 24 per cent in manage
ment; and 17 per cent in general business.

Only 12 per cent

of the college graduates had majored in some area other
than business training.
4.

The business college was insignificant, as a

training agency for the managers included in this study.
Table I shows that only 10 per cent of the respondents had
attended a business college for a year or more.
5.

Accounting, general clerical, and bookkeeping

occupations seem to be the occupations that provide the
O

most valuable experience for potential office managers.
Responses of managers in Table a VIII noint out that 53 per
cent of the managers had at least one year- of experience
in accounting positions; and 34 per cent had been employed
as bookkeepers.
6.

The size of the office was a determining factor

in whether certain responsibilities are related to the
office manager's job.

For example, in the small office,

the rating, transferring, and orientation of employees
would be relatively important.
7.

Technological improvements in office enuipment,

coupled with the coming of integrated data processing
and automation, have tended to reduce the manager’s respon
sibilities in relation to the number of people under his
supervision.

For example, it takes only approximately

four hours to compute the payroll of IF,000 employees at
the Standard Oil Company, Baton Rouge, Louisiana.

Prior

to the installation of IBM machines, this was one of the
major functions of the accounting department.
In general, there is little difference bet;veen
the responsibilities of managerial personnel in the manu
facturing,

sales, and service enterprises.
O

9.

The trend toward very large scale business

O
enterprises is affecting the status of the office manager.

O

o

o
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To meet competition of large corporations, business manage
ment is taking more action to increase office efficiency
and to improve and speed up operations involved in office
work.

This has resulted in the centralization of certain

office functions such as duplicating, filing, and steno
graphic services being placed under the supervision of
the office manager.

Table kXl shows that a high percentage

of the managers supervise these services.

o

O

8
O

O
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APPENDIX A
LETTER ACCOMPANYING QUESTIONNAIRE
QUESTIONNAIRE
LETTER TO MANAGERS REQUESTING OPINIONS CONCERNING
THE CHANGE IN STATUS OF MANAGERIAL JOBS
OPINIONS OF MANAGERS CONCERNING THE CHANGE IN
STATUS OF OFFICE MANAGEMENT JOBS

97

LETTER ACCOMPANYING QUESTIONNAIRE
January 7, 1953
SUBJECT:

ENCLOSED QUESTIONNAIRE

DEAR OFFICE MANAGER:
I have chosen for my doctorate dissertation a problem en
titled "Some Recommended Areas of Study for a Curriculum
in Office Management Based on An Analysis of Office Managers
in the National Office Management Association."
For the job analysis mentioned above, I would like to ask
your co-operation in providing the basis of the study by
filling out and returning the enclosed ouestionnaire.
This study should prove valuable to education by providing
a basis for curriculum revision in the area of Office
Management.
It should be valuable to industry by recommend
ing a program that will furnish better trained manpower to
fill positions requiring skills and understandings in Office
Management positions.
No signature is required on the ouestionnaire.
If you desire
a report of the results please enclose a post card with your
name and address.
Thank you very much.

Frank D. Ferguson
Vice-President, Baton Rouge Chapter
National Office Management Association

O

r

QUESTIONNAIRE
Age
How many years have you been employed as office
manager of the company for which you are now
working?
Were you promoted from within your company to
your present position?
What type of previous office experience have
you had?
(Please check)
POSITION

No. of Years of Experience

A.

Accountant

B.

General Office Clerk

C.

Secretary

D.

Bookkeeper

E*

Personnel Clerk

F.

None

G.

Other

What is the nature of the business enterprise for
which you work?
A,

Financial

BA

Manufacturing

C.

Sales

__ ___ D.
E«

Service
Other

In what positions have you worked that you consider
important stepning stones to an office management
position?
(Please check)
A,

Secretary

D. Accountant

B.

Correspondent

E . Personnel Clerk

C.

Statistical Clerk

F.

Other
____
Please Wrrle In

99
7*

S.

How many people do you supervise?
A.

Employees ______.

B.

Supervisors _____

G.

Others ___________

(Please Write In)

How many years did you go to school?
TYPE OF SCHOOL

No. of Years Attended

A.

Elementary School

B.

High School

C.

Junior College

D.

College

E.

Graduate School

___F.

Business College

G.

Evening School

H.

Other
Write In

_9.

Do you hold a college degree?
If answer is "yes"
please check diploma you have.
Associate of Arts

M aster ofBusiness
Administration

____ Bachelor of Science
,
M aster of Arts________ ___ _ 0 t h e r _
__________
P1 e a s~e ""Write In
10.

What was your major field in College?
Liberal Arts
Commerce
Engineering
'— --- Other

_____ ____ _____

(Pleasewrite

in)

100
11.

What was your area of specialization in college?
I.

_2.

13.

Personnel

3.

English

4.

Social Studies

5.

Secretarial Science

____ 6.
12.

Accounting

Other _____________

Ifyou went to a college

did you

State University

State College

Other

What three courses inCommerce did you
take in college
that you consider to be of most value in your position
as Office Manager?

2.

_

_

.

......

3. _________________

_

What courses did you not take in Commerce that you
consider would be helpful in your present position?
v st three)
1.

2.
3 . ________________
15.

attend a

Private College

1.

14.

(Write In)

__

__
_

V/hat courses in general education (courses outside the
field of commerce) do you feel would be helpful to a
potential office manager?
(List in order of importance)
1.

2.

3

.

101
16.

What extra curricular activities did you participate in
while you were in high school or college that you
consider helpful in your present position as Office
Manager?
(List in order o f •importance)
1.

__

2.
3 . _________________________________

17.

What is the title of your immediate supervisor?_

1$.

List the professional organizations to which you belong.
1,

2

___

.

_

3.
19.

What was your beginning salary as an office manager?
(Please check)
(
(
(
(

20.

)Under #3,000
)f 3 , 0 0 0- H, 99 9
)#5,000-15,999
)$6,000-#6,999

What is your presne salary?
(
(
(
(

21.

__

)Under #4,000
)#4,000-44,999
)#5,000-15,999
)$6,000-#6,999

( )#7,000-47,999
( )Over #3,000

(Please check)
( )#7,000-03,499
( )#3,500-110,000
( )Over #10,000

What percentage of your time do you dpend in supervision'
(
)under 10 per cent
(
)10 to 25 per cent
(
)25 to 50 per cent
(
)50 to 75 per cent
( ) over 75 per cent

22.

Are you a Certified Public Ac countant?

o

Yes__

No
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23.

24.

2$.

What areas of Communication do you supervise?
A.

Office Telephones ( )

B.

Teletype ( )

C.

Interoffice Communications (

D.

Telegraph ( )

E.

Other

.

)

(Please list)

What office services do you supervise
A.

Distribution of Incoming Mail ( )

B.

Collecting of Out-going Mail

C.

Centralized Stenographic Pool ( )

D.

Duplicating Services ( )

E.

Filing ( )

F.

Other

( )

____________________ (Please list)

In your present job do you need to know how to operate
any of the following machines?
A.

Typewriter ( )

D. Dictating Machine (

B.

Adding Machine ( )

E. Other Machines _____

C.

Calculating Machine ( )

In your opinion what is the relative value
of a knowledge of the duties listed below
in your position as office manager?

1.

Hire new employees

2.

Discharge employees

3.

Transfer employees

4.

Orient new employees

■5.

Train employees

6.

Handle employee grievances

7.

Write a job analysis of the jobs
under your supervision

•£.
9.

Keep personnel records of employees
under your supervision
Rate employees as to efficiency, and
make recommendations for promotion

10.

Prepare an office manual

11.

Participate .in Policy Formation in
matters concerning your department

12.

Set up standards of performance

13 . .Purchase supplies and equipment

High Low None

Do you supervise Actually
these duties
Perform

In your opinion what is the relative value
of a knowledge of the duties listed below
in your position as office manager?

14.

Check all invoices and statements

15.

Pay invoices and bills

16.

Type correspondence

17.

Supervise inventory control

18.

Work up and administer payroll

19-

Prepare financial statements

20.

Prepare a budget

21.

Bill customers

22,

Work on accounts receivable

23,

Work on accounts payable

21.

Gc:: ate company taxes

25.

V/ork with electric data processing

26.

Interpret financial statements

27.

Interpret state and federal labor
legislation

High Low None

Do you supervise Actua
these duties
Perfo

o
,H

In your opinion what is the relative
value of a knowledge of the duties
listed below in your position as office
manager?

High Low None

Do you supervise
these duties

Actually
Perform

28.

Prepare a correspondence manual

29.

Write business letters

30.

Interpret unemployment compensation
laws

31.

In the space below will you please list any duties that you perform that you
consider important in your position.
1.

.

____

*

3-.............. ............... ........ .

32.

If you were promoted to a higher position, what are the four most important
traits you would look for in your successor? Example:
Ability to plan,
organize, honesty, control, etc.
1.

2.

____________________

L
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.M a rch 4 , 1958

T h e O f f ic e M a n a g e r ' s jo b , a s yo u k n o w , h a s c h a n g e d c o n s i d e r 
a b ly d u r in g the p a s t te n y e a r s . T h is c h a n g e h a s e v o l v e d a s
a r e s u lt of m a n y fa c to r s su ch as g o v e r n m e n ta l r e g u la tio n of
b u s i n e s s , i n c o m e t a x r e p o r t s , and a u t o m a t io n , to c i t e o n l y a
few .
A t the p r e s e n t t i m e I a m e n g a g e d in a r e s e a r c h p r o b le m in w h i c h
I w i l l r e c o m m e n d a r e a s o f s tu d y f o r a c u r r i c u l u m in m a n a g e m e n t
g e a r e d to the o f f i c e m a n a g e r . I b e l i e v e th a t a n y c u r r i c u l u m i s
n o t 5. v a li d on e th a t h a s n o t ta k e n in to c o n s i d e r a t i o n th e th in k in g
o f the top p e o p le in the f i e l d o f m a n a g e m e n t . T h e r e f o r e , I a m
w r i t i n g t h is l e t t e r to t w e n t y - f i v e o f f i c e m a n a g e r s and t h e ir t h i n k 
i n g w i l l h a v e a c o n s i d e r a b l e e f f e c t in p r o j e c t i n g m y th in k in g a s
to w h a t the m a n a g e m e n t c u r r i c u l u m o f th e fu tu r e s h o u ld i n c l u d e .
W ill you p l e a s e w r i t e m e y o u r o p in io n s r e g a r d i n g the c h a n g e s
m e n t io n e d in the f i r s t p a r a g r a p h and in c l u d e a n y o t h e r r e a s o n s
w h y t h e r e h a s b e e n a c h a n g e in the d u t ie s o f o f f i c e m a n a g e r s ?
I w o u ld a l s o a p p r e c i a t e y o u r in c lu d in g a n y t r e n d s th a t you th in k
w i l l a f f e c t th e o f f i c e m a n a g e r ' s job in the f o r e s e e a b l e f u t u r e .
T h an k y ou v e r y m u c h .
>
°
S in c e r e ly ,
t t

"rank D . F e r g u s o n
«
G o l l e g e o f C o r r lm e r c e
L o u i s i a n a S ta t e U n i v e r s i t y
B aton R ou ge, L o u isia n a
o
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It appears that there has b.een cmite a trend, in recent
years, toward specialization under various individuals
within an organization, of functions which formerly were
controlled by an office manager.
Naturally, this trend
is more pronounced in larger organizations where
the expense of supporting various specialists can be
shouldered.

Although I do not have statistics to demonstrate this,
it is my observations that the trend toward more very
large scale enterprises is affecting the status of the
office manager.

With competition in business becoming greater, business
managements seem to be taking measures designed to in
crease office efficiency.

The smart office manager recognizes the desirability of
interpreting reports submitted.
The next logical step
is to make suggestions for action as indicated by the
reports.
Naturally, the breadth of knowledge and busi
ness acumen that the office manager had, influenced the
validity of his recommendations.

sj? 5,'c sjc

Electronics and automation has merely accelerated the
growth of the responsibilities assigned to the office
manager.
To use the modern equipment has meant a change
in the approach to many of the. problems in business.
The office manager must have the broad understanding of
the business to establish procedures in sales, manufact
uring, and distribution.
c

O

O

o
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I believe that the unionization of clerical workers will
increase in the future.
The office manager should be
equipped to deal with unions which are frequently rep
resented by professional persons.

The vast flow of government legislation has affected
the work of the manager, both in regard to taxation and
regulation.
This has tremenduously increased the paper
work in the office.

One reason for a change in the status of office managers
was the innumerable reports asked by government agencies,
trade associations, business groups, Chambers of Commerce,
and research organizations.

The technological improvement in equipment has greatly
changed the job of the office manager.
In reality his
job has become more difficult.

A higher degree of technical skills in human relations is
required of an office manager than was the case ten.years
ago.
In sum, the task of the office manager is demonstrably
more difficult today than even five years ago.

The office manager' of tomorrow will need to be highly
trained with potential for advancement to a higher level
of management.

*

APPENDIX B
COMPENSATION OF OFFICE MANAGERS
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COMPENSATION OF OFFICE MANAGERS*
(Beginning Salaries)

Salary

Manufacturing

Sales

Service

3

Under $3,000

6

1

$ 3 ,000~$3,999

8

5

$4,000-$4,999

Qs

5

$5, 000-$ 5,999

5

6

$6,000-$6,999

9

6

4

$7,000-17,999

5

1

3

Over $$,000

7

4

9

.

22
10

.

12

(Present Salaries)

1

Under $4,000
$4,000-$4,999

2

1

1

$5,000-$5,999

2

1

3

$6,000-$6,999

4

10

6

$ 7 ,000- $ g ,499 .

11

6

20

$ 8 ,500-$ 10,000

13

. 5

13

• ±7

4

20

Over $10,000

*One hundred forty reporting.

APPENDIX C
SPAN OF CONTROL
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. SPAN OF CONTROL
ONE HUNDRED FORTY-FIVE OFFICE MANAGERS
INCLUDED IN THIS STUDY

NO. EMPLOYEES
SUPERVISED

MANUFACTURING

SALES

SERVICE

TOTAL
REPORTING
TO THIS
ITEM'

0-4

6

5

7

IS

5-9

11

6

9

26

10-14

9

6

10

15-19

4

3

8

15

20-24

2

2

6

10

25-29

3

3

3

9

30-34

5

1

6

35-39

1

1

2

40-44

1

4

6

45-49

1

50-54

2

1

1

60-64
65-69
70-74

1

75-79

3

Total

50

2

4

1

2

1

2

1

1

1

2
3

2

2

1

10

11

2S

67

145

91-95
Over 95

25

1

1

55-59

•

APPENDIX D
PERCENTAGE OF TIME REQUIRED
OFFICE MANAGERS TO SUPERVISE EMPLOY
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PERCENTAGE OF TIME REQUIRED BY •
OFFICE MANAGERS IN SUPERVISION EMPLOYEES

PERCENTAGE OF
TIME

NUMBER;
SERVICE . RESPONDING
TO ITEM

MANUFACTURING

SALES

2

4

6

12

10 - 25%

11

4

11

26

25 to 50%

11

10

13

34

50 to 75%

13

7

23

43

Over 75%

11

2

.10

23

43

27 ■

63

133

Under 10%

Total

115
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